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Relay Nevada TRS Traffic Report 

Relay Nevada Fiscal Year 2007 
To: 
Betty Hammond Contract Adm1mstrator 
3656 Research Way. Suite 32 

Carson City Nevada 89706 
775-687-338S TIY 
775-687-3292 FAX 

-~ Average SpMch of Answer/Service lewl 

Speed of Answer I 1 91 HI 1 91 
SeMce Level I 93%1 93%1 93%1 

CUSTOMER COHTACTS 

Complatnts 2 
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Inquiries 92 90 82 

TOTAL 96 90 83 
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77 
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From: 

Chameen Stratton Relay Program Manager 
Sprint 

12657 Alcosta Blvd 
San Ramon CA 94583 
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David Strom 
Marketing and Development Manager 
david .strom@sprint.com Sprint . 

Relay 
Dear Office of Disability Services and Communications Access Council, 

The fiscal year of July 2008 to June 2009 has given Sprint another opportunity to serve its 
Nevada consumers with quality relay services and meeting requirements as set by the state. 

In addition to a CapTel public service announcement being aired, two subcontractors assisted 
the Relay Nevada manager in relay outreach by providing education about Relay Nevada, with 
an emphasis on TRS and CapTel products and services along with Sprint Relay products and 
services. 

Statistics indicate that there was a 26% decrease in TRS minutes and a 24% increase in 
CapTel minutes this fiscal year. 

In December 2009, Sprint underwent a re-organization and duties were re-assigned to the 
Marketing and Development manager with support from the Sprint CapTel team. Quality 
services will continue to be provided to Relay Nevada consumers in all areas of relay services 
and products. 

Sprint is extremely pleased to have been awarded the Relay Nevada contract from July 1, 
2009 to June 30, 2011. Sprint looks forward to continuing its special working relationship with 
the Department of Health and Human Services, Communications Access Council, and Spring 
appreciates the Deaf and Hard of Hearing Advocacy Resource Center's ongoing support, team
work and partnership. 

Sprint also is enthusiastic about continuing to educate Nevada consumers for the next two 
years about the available diverse relay services and products. 

Sincerely, 

David Strom 
Marketing and Development Manager 
Relay Nevada 



Marketing 

Relay Nevada products and services continued 
to be promoted via brochures, instructional 
and marketing flyers, masse-mails, and in 
formal and informal group settings. A news
letter offering CapTel tips, announcements, and 
other helpful information was also distributed to 
subscribers. 

Relay Enhancements 
TRS Enhancements 
Sprint continues to: 
• provide monthly training updates to its 

relay operators, 
• perform quarterly quality tests on its relay 

operators to ensure that all criteria for 
passing quality tests have been met, 

• provide refresher training where needed, 
and 

• develop enhancements on an as-needed 
basis. 

Relay operator training for TRS enhancements 
included: 
• Confidentiality review for staff 
• Customer Service Improvement (CSI) 

• 
• 
• 
• 
• 

program initiatives identified (macros and 
database profile verification) 
Detachment and desensitization refreshers 
E911 implemented for Sprint IP/Sprint IM 
FCC 10-digit numbering implemented 
Monthly training refresher 
New product training (Nebraska and West 
Virginia) 

• Relay operator-initiated three-way calling 
training 

Additional features incorporated were: 
• Updated TRS training manual 
• Updated Call Center customer contact form 
• Initiated monthly staff support call with 

vendor centers 
• Initiated monthly conference call with STS 

call centers 

RCC Enhancements 
To enable deaf and hard of hearing individuals 
to fully participate in conference calls, Sprint 
and Caption Colorado jointly developed Relay 
Conference Captioning (RCC), combining real
time captioning with relay conference services. 
The year 2009 demonstrated continued growth 
for RCC services with implementation of 
mobileRCC in the business, state and federal 
sectors. 

Significant enhancements were added to the 
system focusing on continuing to set the stan
dards of technology and quality RCC service in 
the industry. Some highlights of the efforts to 
continually improve this service are: 
• Release of a new mobileRCC product 

allowing BlackBerry or Microsoft users with 
the convenience and anywhere-access on 
their mobile devices. 

• Customized new order process for state and 
business-to-business RCC customers. 

• Updated technology system to monitor all 
events automatically and ensure an agent is 
connected throughout an event. If an agent 
becomes disconnected, the system will 
automatically notify customer support. 

• Included web delivery-based platforms for 
captioning in all arenas. 

Relay Nevada Statistics 
Telecommunications Relay Service 
The following charts indicate the trends of the 
annual total number of session minutes and 
calls, average speed of answer and service 
level, and contacts with customers. The 



numbers reflect the traditional relay services 
(e.g.: TTY, Voice, Spanish TIY and Voice, VCO, 
Telebraille, and STS) currently provided by 
Relay Nevada. 

See appendix for a complete statistics report. 

Session Minutes 
Figure 1 indicates the total monthly and 
session minutes processed through Relay 
Nevada. 

Fig. 1: Session Minutes 

July 47,322 Jan. 37,693 

Aug. 43,916 Feb. 36,310 

Sept. 43,170 March 36,566 

Oct. 44,917 April 33,858 

Nov. 36,081 May 31,898 

Dec. 37/803 June 28,694 

The total amounted to 458,229, a decrease of 
26% compared to last year. 

Total Call Volume 
Figure 2 depicts the total number of completed 
calls processed through Relay Nevada. The 
relayed calls include local, intrastate (both 
intralata and interlata), interstate, general 
assistance, toll-free, directory assistance, 
international, busy ring/no answer, and a few 
others. 

Fig. 2: Total Call Volume 

July 18,474 Jan. 16,152 

Aug. 18,261 Feb. 14,148 
Sept. 17,172 March 14,048 

Oct. 16/768 April 14,039 
Nov. 14,635 May 12,873 

Dec. 15/850 June 12,087 

Relayed call volume totaled 184,507 calls 
during this fiscal year. 
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Call Origination 
On average, TTY and TurboCode consumers 
originated approximately 62 percent of the 
Relay Nevada calls. Figure 3 shows call type by 
percentage. 

Figure 3: Call Origination 

Average Speed of Answer and Service level 
Figure 4 illustrates that Sprint has once again 
exceeded the speed of answer requirement. 
"Speed of answer" identifies the number of 
seconds required to answer a call. The daily 
requirement is 85% of all calls answered within 
10 seconds. The Average Speed of Answer 
(ASA) was 1.5 seconds and the Service Level 
(SVL) was that 94.7% of calls were answered 
within 10 seconds. 

Nov. 91% 

Dec. 
Jan. 94% 

Feb. 
March 1.2 96% 

1.1 96% 



Customer Contact log 
Relay Nevada Customer Service handled 
customer contacts such as: 
• Customer database profiles 
• Technical issues 
• Operator performance 
• Informational materials 
• Customer commendations 

Each request from a relay user is given full 
attention and every effort is made to satisfy the 
customer. 

Figure 5 illustrates the number and call types 
received from customer requests, including 
commendations and complaints. As with every 
year, Sprint prepares and submits the FCC 
Annual Consumer Contact Log Report to the 
ODS and they, in turn, submit it to the Public 
Utilities Commission and the FCC. 

Fig. 5: Customer Contacts 

Month Commendations Complaints 
July 0 0 

Aug. 0 1 

Sept. 0 2 

Oct. 1 1 
Nov. 0 3 

Dec. 0 1 

Jan. 0 3 

Feb. 0 1 

March 2 2 

April 2 3 
May 1 6 

June 0 0 
TOTAL 6 23 

Cap Tel 
The following chart indicates the trends of our 
annual total number of session minutes. 

Session Minutes 
A breakdown of monthly minutes is shown in 
Figure 6. 

Fig. 6: CapTel Session Minutes 

July 27,360 Jan. 31,987 

Aug. 29,814 Feb. 27,847 

Sept. 28,864 March 29,580 

Oct. 31,368 April 29,685 
Nov. 31,216 May 31,507 

Dec. 35,259 June 34,944 

The total for this fiscal year amounted to 
369,431 CapTel session minutes, an increase of 
24% compared to last year. 

Sprint Relay 
Enhancements 
WebCapTel® 
Sprint expanded 
its Internet service 
offerings for 
CapTel® during 
2009, including: 
• CapTel BOOi, 

a brand-new 
CapTel phone 
that uses the 
Internet to 
deliver captions. 

• WebCapTel 
on the Go for 
iPhone, Windows 
Mobile 6.0 devices and 
BlackBerry Smart
phones with OS 4.6 or 
higher. 

• WebCapTel 2.0, a 
revamp of the Sprint 
WebCapTel website 
to make the service 
easier to use. 

Video Relay Services 

CapTe/BOOi 

WebCapTel 2.0 

Sprint continues to maintain open communica
tion with the FCC and NECA on possible billing 
changes and awaits an official announcement 
from them. 



Video Relay Services (VRS) are authorized 
by the Federal Communications Commis
sion (FCC). Relay providers are reimbursed 
by the Interstate TRS Fund for intrastate 
and interstate minutes generated, which 
is administered by the National Exchange 
Carriers Association (NECA). 

The State of Nevada currently does not 
pay for VRS. 

FCC: Ten-Digit Numbering Mandate 
The FCC determined that, as of December 31, 
2008, persons with hearing and speech disabili
ties using Internet-based TRS such as VRS or 
IP Relay must be able to obtain 10-digit tele
phone numbers. The FCC adopted this require
ment in conjunction with 911 call-handling 
requirements for VRS and IP relay providers. 

On December 8, 2008, Sprint implemented 
10-digit numbering for VRS. The FCC extended 
the registration period for consumers to 
November 12, 2009. There is a registration 
website available to VRS users who wish to 
establish their user profiles and obtain 10-digit 
numbers through Sprint. Per the FCC mandate, 
unregistered VRS users may still place emer
gency calls using any VRS provider. 

Video Mail 
Sprint released Video Mail for VRS users, which 
allows users to send video mail in a 3GP format 
from BlackBerry wireless devices. 

IP Relay 
During 2009, Sprint added the following 
services and features: 
• Sprint IP using Google Talk. 
• Address book and speed dialing for Sprint IP 

using AIM and Sprint IP using Google Talk. 
• Website for users to register for service and 

local phone numbers for each product; this 
website is at www.mysprintrelay.com. 

• Voice-to-Sprint IP Relay customers via 
10-digit local phone numbers. 

• Voice-to-AOL AIM Relay customers via 

/J •• /J . '' . 
10-digit local phone numbers. 

• Voice-to-Google Talk Relay customers via 
10-digit local phone numbers. 

• E911 service for Sprint IP, Sprint IP via AIM 
and Sprint IP via Google Talk. 

• Identity and address verification process for 
Sprint-registered users. 

• Systems that allow users who have regis
tered with any relay provider to make non
emergency IP and IM relay calls. 

Internet Protocol (IP) relay is autho
rized by the FCC. Relay providers are 
reimbursed by the Interstate TRS Fund 
for intrastate and interstate minutes 
generated, which is administered by the 
National Exchange Carriers Association 
(NECA). 

The State of Nevada currently does not 
pay for IP relay services. 

Sprint also has complied 
with all applicable FCC 
requirements, and 
displays this prominently 
on its website. 

Sprint IP Website 

Wireless Devices and 4G Network 
Sprint and Sprint Relay provide the following 
products and services. 

BlackBerry 
Tour 9630 

BlackBerry 
Curve 8330 

Palm Pre 



Wireless Devices 
The BlackBerry product line and Palm Pre are 
just a few of several devices that Sprint Relay 
offers with a data-only plan specifically for deaf 
people, at $29.99 a month. 

4G Network 
Sprint is proud to be the first carrier to provide 
4G capabilities, with Baltimore as the first city 
to enact this network. 

The new U300 modem provides on-the-go 
Internet access and faster VRS, e-mail and web 
browsing, with wireless-like connectivity on the 
Sprint 4G network. With nationwide coverage 
through the 3G Sprint Mobile Broadband 
Network when outside the Sprint 4G network 
areas, customers can access greater Internet 
speed on trains, in autos, and at airports. 
For more info and areas of 4G coverage, visit 
www.sprintrelaystore.com/4g.htm. 

Other Products and Services 
To learn about the multitude of Sprint Relay 
products and services, check www.sprintrelay. 
com. 
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Sprint Relay Team 
Sprint Public Sector- Federal and State Government 

William P. White 
Vice President -
Federal Programs 

Mike Ellis 
National TRS Director 

Cap Tel 
Damara Paris 
Branch Manager 

David Strom 
Marketing and 
Development Manager 

Relay Program 
Management 
John Moore 
Branch Manager 

Angie Officer 
Senior RPM 

Corporate Sales 
Maggie Schoolar 
Branch Manager 

Dotie Cartrite 
Corporate Sales Manager 

Wireless Sales 
Karl Ewan 
Account Executive 

Customer Service 
Brian Adamson 
Supervisor 

Product Management 
Group 
Paul Ludwick 
Branch Manager 
(Until April 2009) 

Mark Tauscher 
Team Leader 
(May-December 2009) 
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David Strom 
Marketing and Development Manager 
david.strom@sprint.com Sprint . 

Relay 
Dear Office of Disability Services and Communications Access Council, 

The fiscal year of July 2008 to June 2009 has given Sprint another opportunity to serve its 
Nevada consumers with quality relay services and meeting requirements as set by the state. 

In addition to a CapTel public service announcement being aired, two subcontractors assisted 
the Relay Nevada manager in relay outreach by providing education about Relay Nevada, with 
an emphasis on TRS and CapTel products and services along with Sprint Relay products and 
services. 

Statistics indicate that there was a 26% decrease in TRS minutes and a 24% increase in 
CapTel minutes this fiscal year. 

In December 2009, Sprint underwent a re-organization and duties were re-assigned to the 
Marketing and Development manager with support from the Sprint CapTel team. Quality 
services will continue to be provided to Relay Nevada consumers in all areas of relay services 
and products. 

Sprint is extremely pleased to have been awarded the Relay Nevada contract from July 1, 
2009 to June 30, 2011. Sprint looks forward to continuing its special working relationship with 
the Department of Health and Human Services, Communications Access Council, and Spring 
appreciates the Deaf and Hard of Hearing Advocacy Resource Center's ongoing support, team
work and partnership. 

Sprint also is enthusiastic about continuing to educate Nevada consumers for the next two 
years about the available diverse relay services and products. 

Sincerely, 

David Strom 
Marketing and Development Manager 
Relay Nevada 



Marketing 

Relay Nevada products and services continued 
to be promoted via brochures, instructional 
and marketing flyers, mass e-mails, and in 
formal and informal group settings. A news
letter offering CapTel tips, announcements, and 
other helpful information was also distributed to 
subscribers. 

Relay Enhancements 
TRS Enhancements 
Sprint continues to: 
• provide monthly training updates to its 

relay operators, 
• perform quarterly quality tests on its relay 

operators to ensure that all criteria for 
passing quality tests have been met, 

• provide refresher training where needed, 
and 

• develop enhancements on an as-needed 
basis. 

Relay operator training for TRS enhancements 
included: 
• Confidentiality review for staff 
• Customer Service Improvement (CSI) 

program initiatives identified (macros and 
database profile verification) 

• Detachment and desensitization refreshers 
• E911 implemented for Sprint IP/Sprint IM 
• FCC 10-digit numbering implemented 
• Monthly training refresher 
• New product training (Nebraska and West 

Virginia) 

• Relay operator-initiated three-way calling 
training 

Additional features incorporated were: 
• Updated TRS training manual 
• Updated Call Center customer contact form 
• Initiated monthly staff support call with 

vendor centers 
• Initiated monthly conference call with STS 

call centers 

RCC Enhancements 
To enable deaf and hard of hearing individuals 
to fully participate in conference calls, Sprint 
and Caption Colorado jointly developed Relay 
Conference Captioning (RCC), combining real
time captioning with relay conference services. 
The year 2009 demonstrated continued growth 
for RCC services with implementation of 
mobileRCC in the business, state and federal 
sectors. 

Significant enhancements were added to the 
system focusing on continuing to set the stan
dards of technology and quality RCC service in 
the industry. Some highlights of the efforts to 
continually improve this service are: 
• Release of a new mobileRCC product 

allowing BlackBerry or Microsoft users with 
the convenience and anywhere-access on 
their mobile devices. 

• Customized new order process for state and 
business-to-business RCC customers. 

• Updated technology system to monitor all 
events automatically and ensure an agent is 
connected throughout an event. If an agent 
becomes disconnected, the system will 
automatically notify customer support. 

• Included web delivery-based platforms for 
captioning in all arenas. 

Relay Nevada Statistics 
Telecommunications Relay Service 
The following charts indicate the trends of the 
annual total number of session minutes and 
calls, average speed of answer and service 
level, and contacts with customers. The 



numbers reflect the traditional relay services 
(e.g.: TIY, Voice, Spanish TTY and Voice, VCO, 
Telebraille, and STS) currently provided by 
Relay Nevada. 

See appendix for a complete statistics report. 

Session Minutes 
Figure 1 indicates the total monthly and 
session minutes processed through Relay 
Nevada. 

Fig. 1: Session Minutes 
July 47,322 Jan. 37,693 

Aug. 43/916 Feb. 36,310 
Sept. 43,170 March 36,566 

Oct. 44,917 April 33,858 
Nov. 36,081 May 31,898 

Dec. 37,803 June 28,694 

The total amounted to 458,229, a decrease of 
26% compared to last year. 

Total Call Volume 
Figure 2 depicts the total number of completed 
calls processed through Relay Nevada. The 
relayed calls include local, intrastate (both 
intralata and interlata), interstate, general 
assistance, toll-free, directory assistance, 
international, busy ring/no answer, and a few 
others. 

Fig. 2: Total Call Volume 
July 18,474 Jan. 16,152 

Aug. . 18,261 Feb . 14,148 
Sept. 17,172 March 14,048 

Oct. 16,768 April 14,039 
Nov. 14,635 May 12,873 

Dec. 15,850 June 12,087 

Relayed call volume totaled 184,507 calls 
during this fiscal year. 
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Call Origination 
On average, TIY and TurboCode consumers 
originated approximately 62 percent of the 
Relay Nevada calls. Figure 3 shows call type by 
percentage. 

Figure 3: Call Origination 

Average Speed of Answer and Service Level 
Figure 4 illustrates that Sprint has once again 
exceeded the speed of answer requirement. 
"Speed of answer" identifies the number of 
seconds required to answer a call. The daily 
requirement is 85% of all calls answered within 
10 seconds. The Average Speed of Answer 
(ASA) was 1.5 seconds and the Service Level 
(SVL) was that 94.7% of calls were answered 
within 10 seconds. 

1.5 95% 
1.9 93% 
2.4 91% 
2.7 91% 
1.6 94% 

1. 96% 
96% 

96% 



Customer Contact Log 
Relay Nevada Customer Service handled 
customer contacts such as: 
• Customer database profiles 
• Technical issues 
• Operator performance 
• Informational materials 
• Customer commendations 

Each request from a relay user is given full 
attention and every effort is made to satisfy the 
customer. 

Figure 5 illustrates the number and call types 
received from customer requests, including 
commendations and complaints. As with every 
year, Sprint prepares and submits the FCC 
Annual Consumer Contact Log Report to the 
ODS and they, in turn, submit it to the Public 
Utilities Commission and the FCC. 

Fig. 5: Customer Contacts 

Month Commendations Complaints 
July 0 0 

Aug. 0 1 

Sept. 0 2 

Oct. 1 1 
Nov. 0 3 

Dec. 0 1 

Jan. 0 3 

Feb. 0 1 
March 2 2 

April 2 3 
May 1 6 

June 0 0 
TOTAL 6 23 

Cap Tel 
The following chart indicates the trends of our 
annual total number of session minutes. 

Session Minutes 
A breakdown of monthly minutes is shown in 
Figure 6. 

Fig. 6: CapTel Session Minutes 
July 27,360 Jan. 31,987 
Aug. 29,814 Feb. 27,847 
Sept. 28,864 March 29,580 

Oct. 31,368 April 29,685 
Nov. 31,216 May 31,507 

Dec. 35,259 June 34,944 

The total for this fiscal year amounted to 
369,431 CapTel session minutes, an increase of 
24% compared to last year. 

Sprint Relay 
Enhancements 
WebCapTel® 
Sprint expanded 
its Internet service 
offerings for 
CapTel® during 
2009, including: 
• CapTel BOOi, 

a brand-new 
CapTel phone 
that uses the 
Internet to 
deliver captions. 

• WebCapTel 
on the Go for 
iPhone, Windows 
Mobile 6.0 devices and 
BlackBerry Smart
phones with OS 4.6 or 
higher. 

• WebCapTel 2.0, a 
revamp of the Sprint 
WebCapTel website 
to make the service 
easier to use. 

Video Relay Services 

' ' 

CapTe/BOOi 

WebCapTel 2.0 

Sprint continues to maintain open communica
tion with the FCC and NECA on possible billing 
changes and awaits an official announcement 
from them. 



Video Relay Services (VRS) are authorized 
by the Federal Communications Commis
sion (FCC). Relay providers are reimbursed 
by the Interstate TRS Fund for intrastate 
and interstate minutes generated, which 
is administered by the National Exchange 
Carriers Association (NECA). 

The State of Nevada currently does not 
pay for VRS. 

FCC: Ten-Digit Numbering Mandate 
The FCC determined that, as of December 31, 
2008, persons with hearing and speech disabili
ties using Internet-based TRS such as VRS or 
IP Relay must be able to obtain 10-digit tele
phone numbers. The FCC adopted this require
ment in conjunction with 911 call-handling 
requirements for VRS and IP relay providers. 

On December 8, 2008, Sprint implemented 
10-digit numbering for VRS. The FCC extended 
the registration periqd for consumers to 
November 12, 2009. There is a registration 
website available to VRS users who wish to 
establish their user profiles and obtain 10-digit 
numbers through Sprint. Per the FCC mandate, 
unregistered VRS users may still place emer
gency calls using any VRS provider. 

Video Mail 
Sprint released Video Mail for VRS users, which 
allows users to send video mail in a 3GP format 
from BlackBerry wireless devices. 

IP Relay 
During 2009, Sprint added the following 
services and features: 
• Sprint IP using Google Talk. 
• Address book and speed dialing for Sprint IP 

using AIM and Sprint IP using Google Talk. 
• Website for users to register for service and 

local phone numbers for each product; this 
website is at www.mysprintrelay.com. 

• Voice-to-Sprint IP Relay customers via 
10-digit local phone numbers. 

• Voice-to-AOL AIM Relay customers via 
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10-digit local phone numbers. 

• Voice-to-Google Talk Relay customers via 
10-digit local phone numbers. 

• E911 service for Sprint IP, Sprint IP via AIM 
and Sprint IP via Google Talk. 

• Identity and address verification process for 
Sprint-registered users. 

• Systems that allow users who have regis
tered with any relay provider to make non
emergency IP and IM relay calls. 

Internet Protocol (IP) relay is autho
rized by the FCC. Relay providers are 
reimbursed by the Interstate TRS Fund 
for intrastate and interstate minutes 
generated, which is administered by the 
National Exchange Carriers Association 
(NECA). 

The State of Nevada currently does not 
pay for IP relay services. 

Sprint also has complied 
with all applicable FCC 
requirements, and 
displays this prominently 
on its website. 

Sprint IP Website 

Wireless Devices and 4G Network 
Sprint and Sprint Relay provide the following 
products and services. 

BlackBerry 
Tour 9630 

BlackBerry 
Curve 8330 

Palm Pre 



Wireless Devices 
The BlackBerry product line and Palm Pre are 
just a few of several devices that Sprint Relay 
offers with a data-only plan specifically for deaf 
people, at $29.99 a month. 

4G Network 
Sprint is proud to be the first carrier to provide 
4G capabilities, with Baltimore as the first city 
to enact this network. 

The new U300 modem provides on-the-go 
Internet access and faster VRS, e-mail and web 
browsing, with wireless-like connectivity on the 
Sprint 4G network. With nationwide coverage 
through the 3G Sprint Mobile Broadband 
Network when outside the Sprint 4G network 
areas, customers can access greater Internet 
speed on trains, in autos, and at airports. 
For more info and areas of 4G coverage, visit 
www.sprintrelaystore.com/4g.htm. 

Other Products and Services 
To learn about the multitude of Sprint Relay 
products and services, check www.sprintrelay. 
com. 
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Sprint Relay Team 
Sprint Public Sector- Federal and State Government 

William P. White 
Vice President -
Federal Programs 

Mike Ellis 
National TRS Director 

Cap Tel 
Damara Paris 
Branch Manager 

David Strom 
Marketing and 
Development Manager 

Relay Program 
Management 
John Moore 
Branch Manager 

Angie Officer 
Senior RPM 

Corporate Sales 
Maggie Schoolar 
Branch Manager 

Dotie Cartrite 
Corporate Sales Manager 

Wireless Sales 
Karl Ewan 
Account Executive 

Customer Service 
Brian Adamson 
Supervisor 

Product Management 
Group 
Paul Ludwick 
Branch Manager 
(Until April 2009) 

Mark Tauscher 
Team Leader 
(May-December 2009) 
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